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Michael S. Hartman

Background:
* More than 18 years of professional experience in the banking, private equity, real estate and not-

for-profit industries, with a heavy emphasis in financial analysis and organization management.

* Bachelor of Science degree in Business Administration (Accounting) from the University of
Colorado at Boulder's Leeds School of Business.

* Master of Business Administration, with emphasis in finance and economics, from the University
of Chicago's Booth School of Business.

ﬁ)perating Philosophy Expectations: \

N * Integrity is imperative to everything we do;

* Everything we do is done with our customers'
and employees' best interest at the ¢enter of
the decision making process;

* Bad news must travel fast;

* Treat each other with trust and respect; and

& Try to find a way to "yes". /

ﬁeadershlp Philosophy:
Delegation
* Empowerment
®* Encouragement
* Accountability
%
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Our MISSION

Our mission is to provide quality service to our |
customers in fulfillment of our fiducidry and statutory
responsibilities while instilling public confidence
through professional and responsive employees.

Our VISION]

To become the premier Department of Revenue known
for its outstanding customer service, innovation, and
dedicated employees.
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Communication
Dedication
Ownership

Responsible Government

Teamwork

Respect

Unity

Stewardship

Transparency
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Encourage an inclusive environment that fosters ongoing creative exchange of
information and ideas between employees, management, and the public.

Demonstrate a strbng support for the mission of the organization and service
to the people of Colorado.

Promote active and constructive participation in the organization. Take pride
in the organization and what you do. Create a sense of community.

Guarantee responsiveness, accountability, and pursue policies and ideas that
are prudent and consistent.

Work collaboratively to achieve a common goal.

Value customers’ and employees’ opinions and thoughts and treat them with
dignity.

Foster a unified Department of Revenue.

Ensure careful and responsible collection and distribution of the public’s
money and information.

Utilize processes, procedures, and forms that are understandable and easy to

Lse,
CDOR
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'FY2017-18 Appropriation

Total Funds: $356,374,947
1,437.2 FTE

Federal Funds
$824,388

Re-Appropriated |
Funds
$6,245,246

General Funds

$107,595,006
Cash Funds
$241,710,307
1 i i 1 -
SO $100,000,000 $200,000,000 $300,000,000
SMART Act Presentation _ER COLORADO 5
12/22/2017 7 | Departmentof Revenue




$51,024,345 $72,764,454
490.9 FTE 153.7 FTE
Division of Motor Executive
Vehicles Director's Office

$56,645,136

273.0 FTE $72,227,601
_ Enforcement : 402.5 FTE
Division ' 20-3% = Taxation Division
$5,392,943
OFTE {contracted services)
Information ] .59% $98,320,468
Technology 117.1 FTE
Division Lottery Division
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 The Colorado Department of Revenue’s (CDOR) five business units impact
almost every Colorado citizen in some way. Because of that, CDOR is
focused on providing outstanding customer service and guidance to assist
the citizens in complying with the State’s laws, rules, and regulations.

e The 2017-2018 Performance Management Plan (Plan) is a living document
that CDOR uses to set objectives to be achieved and measure progress
throughout the year. The Plan outlines, by strategic policy initiative, the
performance measures that CDOR will employ to achieve these objectives.

The Plan can be found on the CDOR website: https://www.colorado.gov/pacific/revenue/statutorily-required-reports.
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- Streteglie Policy Inflatives

Customer Service

4
* Be respectful to our customers by providing processes that are clear, i
simple, timely, and convenient. }
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Fld ucia |’V *» Provide responsible financial, resource, and project management that
Res psonSi bl I |ty builds a sustainable foundation utilizing a high standard of care.
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Statutory
Responsibility

* Promote fairness and consistency in the application of the law.

N,
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. . * Maximize public trust through responsible stewardship and transparent |
Public Confidence orocesses P :
’ }
A
o e j . ) o . NS . ™
- * Recruit, develop, retain, and value a high-quality, diverse workforce in an |
Em ployees environment that promotes collaboration, professional development, ]
and employee innovation. J
SMART Act Presentation COLORADO
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CDOR maintains a sense of responsibility that customers are to be treated
with respect and courtesy.
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The CDOR customer base is mainly outwardly focused; customers are
statutorily required to do business with CDOR, i.e. paying taxes or getting a
license.

In doing so, CDOR staff strives to resolve matters at first contact, reduce
the time it takes to obtain the services needed, provide education to the
public to assist them in having a successful outcome and to offer a variety
of options for citizens to use to transact business.

CDOR is leveraging technology and making as many services available
online as possible.

In Fiscal Year 2016-17, CDOR’s Cltlzen Advocate responded t0 9,190 c1t|zen
concerns.
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Car belggeslf rom Customers
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inq vehicles that the military

OfﬁCe) W .
- Wentin tor
gfae outin less manegg wmy license and
miled too! minutes. Staff agencies to use. Jon
with her supervisor and came pack to me
— Nan with muitiple suggestions- it was a pleasure
oyl to work with someone knowledgeable,
rofessional urteous, and helpful. Thank
Kudos From Customers you, Jon! _ Alice M
Hi,
I just completed working with @ person named
Brian (LoCascio) in the Wage withholding Ku
area. Honestly, | had con?pieteb( screwed Mundi wadso: 5;%:: guzggfmetrs
e withholding for 172 in the Craig (Driver License) o"?'ﬁi'e"’gﬁi ’ghfy-stb(cudos From cy
Citizens’ Agsar old Steyia Wstome,.s
ocate stating 4 - aoted the

up the filing of my wag
Brian was great! He spent
to help me clean up my

mess and
and how

future. He

past siX months.

the time needed
errors. Basically, he cleaned up my

explained what | had done wrong

to avoid the same mistakes.in the

K with. Thank you.

was great to worl
— Ron A.
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gir’;uﬂy enéoys her job! It was so nice lo
a good experience. She
commended. e

— Anonymous
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INITIATIVE: Customer Service

DivisionfofiiViotoVehiclesy(DNVIV)

COLORADO

peparementot keverne CUYSTOMER SERVICE PERFORMANCE METRICS

Poo\: fbaemann
DL ONLINE RENEALS 5 4 . 1 % 7 3 %

Percentage of customers Percentage of customers

called to the counter called to the counter
[ within 15 minutes within 15 minutes
v v v in FY 16. in FY 17.
13{|14|["15|"16||"17 n me

Goal was 50% Goal was 65%
FY17: 200,027 FY16: 181,587 '
FY15: 128,119 FY14: 134,524 Percentage of customers
FY13: 170,978 . : 4 50 with appointments who are
called to the counter within
15 minutes

Reached 1 million online '
renewals on Oct. 26 1 minute, 22 seconds

Amount of time by which the Driver Control
Call Center out performed the
10 minute wait time goal.
Only 0.13% of calls were blocked.

COLORADO

Department of Revenue
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Initiative: Reduce wait times for Driver
License customers to an average of 15
minutes a certain percentage of the

time.
Driver License
Transactions

complete within e T os

of the 70.0%

Outcome for Walk-Ins: Outperformed
FY17 goal by 8.00%.

Outcome for Pre-Scheduled pmpeen o Of the time
. ] f th
Appointments: Outperformed FY17 16 77 of the 54,1 %gmee.
goal by 4.50%. ./ /0time -
: _. , B 2016
Seen Within FY17 Goal | FY17 Actual
Walk-ln’s - - | 65.00% | 73.00%

Pre-Scheduled  90.00% 94.50%
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INITIATIVE: Customer Service

D%]l] @W @[r' @@I] @@I]l] @@[f’

Initiative: The Driver Control Call Center will have an

average call wait time of 10 minutes on an annual basis Kudos From Customers

| was amazed at the courtesy, persisténce, and

d ecreasin g in FY19. patience of Ann Brannan (DMV Call Center)
when | called with a problem | had renewing
Outcome: Outperformed FY17 goal by 1 minute, 22 my license online. She went above and beyond
her duty to help me and |.really appreciated her
secon d S. customer service!
_ . — Mary Sue

0:10:00 0:08:38

S

Fiscal Year 2017

Initiative: The Driver Control Call Center

will block less calls and decrease Driver -

annually. Control | | l l |

Outcome: Outperformed FY17 goal by C Call

3.37%. enfer | | " |
| _ | Wait
Time 1.13% Call Block Rate
450% . | 1.13% |
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”__,'Ighllght Drlve-r Llcense Onllne Renewal and Payment

" Kudos From Customers Initiative: Increase the number of driver license renewals

What a GREAT online drver license renewal — processed online by 5% over the previous year objective 6n

site. The format was simple and easy to follow :

(especially those of us who aren't especially tech - an annual basis.

savvy). Everything worked smoothly. Whoever _

programmed this online renewal system/process . : 0

should get a raise! If that's possible, at least they Outcome: OUtperformEd FY17 goal by 6.00%.

get my sincere appreciation for a job well done!
=Mary G.

& Online Driver License Renewals

37(7 ‘increase between
0 2015 and 2016
5% —10%

over previous year by 2018

SMART Act Presentation f’_r_? y
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online services

18

total online
services
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Rollout 1 completed
02/21/17

]
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N ITIATIVE cUsto "er"Se rvllce. -
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| ) : walk-in customers 1o
| i
|

L B g five regional service centers‘;
18,581,530
visitors to | i 49 893

jColorado.gov/ Taxh | |

il

o m— i m——tns r— — A— . S\ b W ik i e a e am m m— am— s —— — e e e e ——— _— — e e i e —— ——

HELPING OTHERS
f $1,612,435,969 $6,034,957

Collected on behalf of
special districts and
local governments

Property Tax/Rent/Heat
Rebates issued to elderly,
disabled and
low-income residents

.
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INITIATIVE: Customer Service

. igli-g:t: Call Centar

Initiative: The Ta
' x Call Center wi
the queue. ill reduce the average time spent waiting in

Outcome: Outperformed FY17 goal by 13 seconds

FY17 Goal | FY17 Actual

Initiative: The Tax Call Center will block less

(g‘:(Jg:ZOH ) E;.a ’ ‘: 0:69:07'.;5 f ; h
— than 23%
6 and decrease
annuall NNiNG |
FY19. Y begmnmg n
Kudos From Customers .
This morning My wife called your Department Outcome: Un d erpe rfo rm ed FY17
concernifng our tax return. She spoke with Millie 1 . 3 5% g Oa] by
[Duran] in your Department who provided ' T e
us with excellent customer service! We are g s R
very impressed with the fevel of service and ‘ : - R o
expertise Millie provided. She was thorough 17 Goal FY17 Actual [ 25 ~
and.detailed in her assistance and quickly - 23,00% ] ' _ , 3
resolved our issue! 23.00% 24.35% . )~
You should be pleased to have a top performer ﬁ
like Miflie on staff! ... A
— Charles i e %
phone calls answered
SMART Act Presentation - ¢ by Tax Hotline
12/22/2017 COLORADO
" Department of Revenue
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INITIATIVE: Customer S@m@@

-.-,,nghllght Electronic Filing of Income and Sales Tax Returns

e-Filed Returns

83’ [ 82%

individual sales

Income E tax
S

Help to:
Viavold math errors

Mincrease efficiency

Vienhance security

Mireduce paper

SMART Act Presentation
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Initiative: Increase percentage of e-filed
individual income & sales tax.

Income Tax Outcome: Outperformed FY17
goal by 0.20%.

Sales Tax Outcome: Outperformed FY17
goal by 5.00%.

e B B AT et el e

| Individual ' 84.50%

; Income Tax
Sales Tax 77.00% 82.00%

7 [ COLORADO
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The Taxation Division promotes voluntary
compliance with all Colorado state tax
laws through information, education,
assistance, and customer service.

The Taxation Division works tirelessly to
guard confidential taxpayer information
by reviewing all income tax refunds,
ensuring taxpayer refunds are not
diverted to identify thieves and
protecting State revenue.

SMART Act Presentation
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" INCOME
TAXES
$ | blIIlon

59.9%

of CDOR Collections

$2.9

bl]|l0n
24.4%

of CDOR Collecﬁoné

¥y COLORADO
' Department of Revenue
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INITlATIVE Customer SerVIce

[? Customer S@mﬁ@@ Dmm ioyEeme m@s
1. Titles and Registration Call Center will Answer 100% of calls within an FY17 Goal

average of 1 minute, 30 seconds: 100% 100%,
*  QOutcome: Met FY17 goal.

*This objective is consistently met and will no longer be tracked. EY17 Goal FY17 -Actual.

Maintain completion rate of 95% of final agency actions (defined as
approvals or notices of denial) for renewal liquor business licenses 95.00% 94.60%
within 60 days

*  Qutcome: Underperformed FY17 goal by 0.40%. FY17 Goal FY17 Actual

3. [ncr?ase final agfency actio'ns (defined as a.pp‘rovals or notices of 75.00% 91.00% ‘
denial) for new liguor business licenses within 90 days.
®*  Qutcome: Outperformed FY17 goal by 16.00%. .
4.  Auto Industry Complaint to Conclude Initial Investigations of --'Y-17 Goa FY17 Actual
Complaints within 180 Days 84.00% 92.43%

®*  OQOutcome: Outperformed goal by 8.43%.

5. Increase International Registration Plan (IRP) Electronic Registration FY17 Goal FY17 Actual

. . 9, -
Outcome: Underperformed FY17 goal by 0.82%. 30.00% 29.18%

For more information on these Customer Service initiatives can be found in the 2017-2018 CDOR Performance Management
Plan, found on the CDOR website: https://www.colorado.gov/pacific/revenue/statutorily-required-reports.

COLORADO

Department of Revenue
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NEW Initiative: Customer Feedback

* Bythe end of FY18, establish a baseline for customer feedback scores,
increase responses by 10%, and develop a closed loop feedback system for
in-office services in the DMV in order to move from a level 2 to a level 3
on the Customer Feedback Maturity Index.

* By the end of FY18, establish a baseline for customer feedback scores,
increase responses by 10%, and develop a closed loop feedback system for
the Taxation Division.in order to move from a level 2 to a level 3 on the
Customer Feedback Maturity Index.

For more information on these Customer Service initiatives can be found in the 2017-2018 CDOR Performance Management Plan,
found on the CDOR website: https://www.colorado.gov/pacific/revenue/statutorily-required-reports.

SMART Act Presentation [;T.fn
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Governor’s Dashboard

The Governor’s dashboard provides a summary of how the State is doing across our five priorities that fulfill
the vision of a truly Healthy Colorado across our people, our economy, our communities and our environment.
At a glance you can view the status of each measure based on its indicator icon. Visit the Dashboard at
https://www.colorado.gov/governor/dashboard.

CDOR reports on two specific goals outlined in the Governor’s Dashboard as follows:

Legend

’ @ On Track.

On track to meet 2018 goal.

o Work in Prograss
Some improvement but not enough to be on track. Also includes new metrics under development, or data not yet
available.

—— - e - = - o o —— e —— e m o e m e e me

Needs Improvement
Needs improvement to meet 2018 goal.

Goal: Improve the DMV customer experience Goal: Cut the burden of government regulations
@ DMV office wait times for appointments @ Early stakeholder engagement on rules
e Online driver’s license renewals @ Compliance burden reduced

COLORADO

Department of Revenue . 24
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Governor’s Dashboard

©OnlilirackitolViee 2 01I81Goal

A QUALITY GOVERNMENT SERVICES Providing efficient; effective and elegant government services
AR

IR

Goal: Improve the DMV customer experience

License offices

of the time in Wait Less equipped Driver License offices

Establish a baseline for the total customer experience time by end of CY 2017.
By June 30, 2018, Driver License customer transactions will be seen within 15 minutes 70% of the time in Wait Less equipped Driver

Increase the nurnber of Driver’s License and Identification Card renewals on-line by 5% over the previous year

Driver's License customers with appointments will be called to the counter within 15 minutes of their scheduled appointment time 92%

Outcome Baseline (June Actual (June Actual (June QOutcome Target
Status |Qutcome Measure
2013) 2016) 2017) Target date
. . TBD- January
0 Total customer experience time TBD- December 2017 N/A N/A 2018 2018
o DMV office wait times for walk-ins 46.70% 54.1% 73% 70% 2018
DMV office wait times for
(5] o 87% 90.9% 94.5% 92% 2018
appointments
@ Online driver's license renewals 135,451 186,655 207,801 218,191 2018
Source: DMV
SMART Act Presentation COLORADO -
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Governor’s Dashboard

OniliaclitollViee§20:1'8IGoal

Z2 ECONOMIC & INFRASTRUCTURE DEVELOPMENT Make Colorado the best place to start and grow a business

Goal: Cut the burden of government requlations

e All 12 Departments with rulemaking authority certify annually that stakeholders have been engaged early for every rule promulgated
(befare the proposed draft stage)

« All 14 Departments with rules or requirements that impact businesses ‘Cut the Burden’ for businesses to comply each year, as measured
by time saved or costs avoided

Outcome Baseline (June Actual (June Actual Outcome Target
Status |[Outcome Measure
2015) 2016) (2017) Target Date
Early stakeholder engagement on - ' _
S 0 of 12 12 of 12 12 of 12 100% (12). 2016
rules
(5] Compliance burden reduced 0of 14 N/A 14.of 14 100% (14) 2016

SMART Act Presentation
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Source: Source: DORA, Governor's Office, Office of State Planning and Budgeting. Note: some Departments Cut the Burden for more than one program

CDOR
NP COLORADO
X Department of Revenue

*November 2017 restatement
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~ Provide responsible financial, resource, and project
management that builds a sustainable foundation utilizing a
- high standard of care. . o

* CDOR collects nearly $14 billion dollars per year on behalf of the
citizens of Colorado.

* |tis CDOR'’s responsibility to ensure that those funds are collected
and distributed in a fair and consistent manner as well as in
accordance with the law.

e Additionally, it is CDOR’s responsibility to provide the best services
possible for the citizens of Colorado in accordance with state fiscal
rules and within its appropriation.
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